
WHAT IS CLAIMED IS: 

1. A method of measuring a mean time between program failures using 
customer error reporting, comprising: 

(a) maintaining information concerning the pragram failures at a customer's 
5 computer, and 

(b) transmitting the information to a vendor's computer, 

(c) wherein the information is used to measure the mean time between the program 
failures at the customer's computer. 

10 2. The method of claim 1, wherein the information comprises a running count 

of the program failiues at the customer's computer. 

3. The method of claim 2, wherein the mean time between program failures is 
computed using the running count. 

15 

4. The method of claim 3, wherein the mean time between program failures is 
computed using the ruxming count by dividing a time elapsed between a first and last error 
report received by the vendor by an increase in the running count. 

20 5. The method of claim 4, wherein the mean time between program failures is 

averaged over all users. 

6. The method of claim 2, wherein the ruiming count of program failures is 
maintained per user. 

25 

7. The method of claim 2, wherein the nmning count of program failures is 
maintained per program version. 

8. The method of claim 1, wherein the information fxuther comprises a unique 
30 identifier for the program. 



9 




9. The method of claim 8, whercin the inforaiation further comprises a unique 
identifier for each user of the program. 

10. The method of claim 8, wherein the infomiation further comprises a unique 
5 identifier for each version of the program, 

11. The method of claim 1, further comprising storing start and end times for 
each time the program is used on the customer's computer in order to determine a total 
running time for the progranL 

10 

12. The method of claim 11, further comprising measuring any idle time during 
each use of the program and subtracting the idle time from the total running time in order to 
compute an actual running time for the program. 

15 13. The method of claim 12, fixrther comprising computing a ratio of the actual 

running time of the program and a running count of the program failures. 

14. The method of claim 13, further comprising computing the ratio of the 
actual running time of the program and the miming count of the program failures, averaged 

20 over all users. 

15. An apparatus for measuring a mean time between program failures using 
customer error reporting, comprising: 

one or more computers; and 
25 logic, performed by the computers, for 

(a) maintaining information concerning the program failures at a customer's 
computer; and 

(b) transmitting the information to a vendor's computer, 

(c) wherein the information is used to measure the mean time between the 
30 program failures at the customer's computer. 
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16. The apparatus of claim 15, wherein the information comprises a running 
count of the program failures at the customer's computer. 

17. The apparatus of claim 16, wherein the mean time between program failures 
5 is computed using the running coimt. 

18. The apparatus of claim 17, wherein the mean time between program failures 
is computed using the running count by dividing a time elapsed between a first and last error 
report received by the vendor by an increase in the running count. 

10 

19. The apparatus of claim 18, wherein the mean time between program failures 
is averaged over all users. 

20. The apparatus of claim 16, wherein the running count of program failures is 
15 maintained per user. 

21. The apparatus of claim 16, wherein the running count of program failures is 
maintained per program version. 

20 22. The apparatus of claim 15, wherein the information further comprises a 

unique identifier for the program. 

23. The apparatus of claim 22, wherein the information further comprises a 
unique identifier for each user of the program. 

25 

24. The apparatus of claim 22, wherein the information further comprises a 
unique identifier for each version of the program. 

25. The apparatus of claim 15, further comprising logic for storing start and end 
30 times for each time the program is used on the customer's computer in order to determine a 

total running time for the program. 
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26. The apparatus of claim 25, further comprising logic for measuring any idle 
time during each use of the program and subtracting the idle time from the total running 
time in order to compute an actual running time for the program. 

5 27. The apparatus of claim 26, further comprising logic for computing a ratio of 

the actual running time of the program and a running count of the program failures. 

28. The apparatus of claim 27, further comprising logic for computing the ratio 
of the actual nmning time of the program and the running count of the program failures, 

10 averaged over all users. 

29. An article of manufacture embodying logic for measuring a mean time 
between program failures using customer error reporting, the logic comprising: 

(a) maintaining information concerning the program failures at a customer's 
15 computer, and 

(b) transmitting the information to a vendor's computer, 

(c) wherein the information is used to measure the mean time between the program 
failures at the customer's computer. 

20 30. The article of claim 29, wherein the information comprises a running count 

of the program failures at the customer's computer. 

31. The article of claim 30, wherein the mean time between program failures is 
computed using the nmning count. 

25 

32. The article of claim 31, wherein the mean time between program failures is 
computed using the running coimt by dividing a time elapsed between a first and last error 
report received by the vendor by an increase in the running count. 

30 33. The article of claim 32, wherein the mean time between program failures is 

averaged over all users. 
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34. The article of claim 30, wherein the running count of program failures is 
maintained per user. 

35. The article of claim 30, wherein the running count of program failures is 
5 maintained per program version. 

36. The article of claim 29, wherein the information further comprises a unique 
identifier for the program. 

10 37. The article of claim 36, wherein the information further comprises a imique 

identifier for each user of the program. 

38. The article of claim 36, wherein the information further comprises a unique 
identifier for each version of the program. 

15 

39. The article of claim 29, further comprising storing start and end times for 
each time the program is used on the customer's computer in order to determine a total 
nmning time for the program. 

20 40. The article of claim 39, further comprising measuring any idle time during 

each use of the program and subtracting the idle time from the total running time in order to 
compute an actual running time for the program. 

41. The article of claim 40, further comprising computing a ratio of the actual 
25 running time of the program and a running cotmt of the program failures. 

42. The article of claim 41, further comprising computing the ratio of the actual 
running time of the program and the nmning coimt of the program failures, averaged over 
all users. 

30 
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